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1 . (Amended) A system for providing service to customers at service 
locations, each service location having a communication device adapted to comjmihicate 
one or more events pertaining to a service event for a customer at the sep^i€e location, the 
system comprising: 

a decisioning system communicatively coupled^cf the communication devices 
to receive the events, and includipga plurality of rules for scheduling 
the events for service, the de(5isioning system selecting a primary 
service attendant for servicing each event; 
a communication syst^:nxommunicatively coupled to the decisioning system 
to transmit'^message to the primary service attendant selected for an 
event^lhe'message indicating the service location at which the event is 
be serviced; and 

Turality of message receivers, used by the primary service attendant, to 
receive the message from the communication system, 
wherein the service locations are gaming machines, and the communication 
devices are interface boards coupled to the gaming machines, the 
communication devices for communicating game events to a gaming 
machine management system. 



2, (Canceled) 



3. (Amended) The system of claim 1, wherein the gaming niaphiiles are slot 
machines, and the interface boards conununicate slot events toJfee^gMiing machine 
management system. 

4. (Amended) Tlje-s5^tem of claim 1, wherein the communication system is a 
two-way messagin^jsySlem, whereby the message receivers can transmit and receive 
messages. 
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y 5. The system of claim 4, wherein: 

2 the primary service attendant can accept or decline to service an event u^g 

3 the two-way message receiver, and wherein: 

4 in response to the primary service attendant declining to service ai/event, the 

5 decisioning system selects a secondary service attendant for servicing 

6 the event, and the messaging system transmits a me^ge to the 

7 secondary service attendant to service the event. 

/ 6. The system of claim 4, wherein: 

2 the primary service attendant can accept or decliiie to service an event using 

i . the two-way message receiver, and wherein: 

4 in response to the primary service attendant accepting to service an event, the 

decisioning system establishes the primary service attendant as being 

6 unavailable to service anotheyevent until the primary service provider 

7 completes service of the accepted event. 


/ 7. The system of claim 1, wherein the decisioning system monitors the time 

2 taken to service each event, and responsive to time taken to service an event exceeding a 

3 threshold amount, the decisioning s,^tem selects an employee to notify of the incomplete 

4 service, and instructs the messaging system to transmit a message to the selected 

5 employee. 


1 8. The system of claim 1, wherein the rules of the decisioning system for 

2 scheduling events include: 

3 at least on^rule for scheduling events according to an age of the event. 


1 9. The system of claim 1 , wherein the rules of the decisioning system for 

2 scheduling events include: 

3 at^least one rule for scheduling events according to a type of event. 
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10. The system of claim 1, wherein the rules of the decisioning system for 
scheduling events include: 

at least one rule for scheduling events according to a value of the customej/d 
the service location that generated the event. 

11. The system of claim 10, wherein the customer value is ba^ on potential 
revenue generated by the customer. 

12. The system of claim 10, wherein the custome/value is based on a 
theoretical win profile of the customer. 

13. The system of claim 10, wherein t^ customer value is based on a room 
rate of a room occupied by the customer. 

14. The system of claim 10,ywherein the customer value is based on a room 
type of a room occupied by the^custpmer. 

15. The system ofplaim 10, wherein the customer value is based on a number 
of persons in a party associmed with the customer. 

16. The system of claim 1, wherein the rules of the decisioning system for 
scheduling events^nclude: 

at le^st one rule for scheduling events according to a location of the service 
location. 

The system of claim 1, wherein the rules of the decisioning system for 
schedj^ing events include: 

at least one rule for scheduling events according to a combination of an age of 
the event and a value of the customer. 
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/ 18. The system of claim 1 , wherein the rules of the decisioning system for 

2 . scheduling events include: / 

3 at least one rule for selecting a service attendant for servicing an e^nt based 

4 on a location of the service location which generated the event and an 

5 assigned location of the service attendant. / 

1 19. The system of claim 1, wherein the rules of the decisioning system for 

2 scheduling events include: / 

1 at least one rule for messaging a supervisor o/ the primary service attendant if 

4 the primary service attendant has ^oX completed servicing the event in 

5 ^ a certain amount of time. / 

/ 

^ 1 20. The system of claim 1, wherein the rules of the decisioning system for 

2 scheduling events include: / 

3 at least one rule for scheduling events according to an age of the event; 

4 at least one rule for sdfeduUng events according to a type of event; 

5 at least one rule foi/scheduling events according to a value of the customer at 

6 the service location that generated the event; 

7 at least one ruje for scheduling events according to a location of the service 

8 loc^ion; and 

9 at least one rule for selecting a service attendant for servicing an event based 

10 yon a location of the service location which generated the event and an 

1 1 / assigned location of the service attendant. 

/ ^ ^ • / system of claim 1 , further comprising: 

2 /a customer database, communicatively coupled to the decisioning system and 

3 / containing customer records indicating for each customer a measure of 
/ the customer's value and the customer's identification number, the 

^ / decisioning system receiving from a service location a customer 
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identification number and querying the customer database with the 
received customer identification number to obtain the measure oft 
customer's value, the decisioning system scheduUng the event ^r 
service according to the obtained customer value. 



22. The system of claim 21, wherein each service locatipif includes a customer 
identification card reader, for reading a customer identificatioij^iumber from a customer 
identification card. 

23. (Amended) A system for providing/service to customers at plural service 
locations, each service location having a conmilanication means for communicating one 
or more events pertaining to a service evept for a customer at the service location the 
system comprising: 

a computer implemente^^'decision making means communicatively coupled to 
the pluralit)M3f communication means for receiving the events, the 
decisionmaking means scheduling a primary service attendant for 
servicing each event using a plurality of rules; 
a messaging means communicatively coupled to the decision making means 
for^transmitting a message to the primary service attendant selected for 
an event, the message indicating the service location at which the 
event is to be serviced; and 
;^plurality of message receiving means, used by the primary service attendant, 

for receiving the message from the messaging means, 
wherein the service locations are gaming machines, and the communication 
devices are interface boards coupled to the gaming machines, the 
communication devices for communicating game events to a gaming 
machine management system. 


24. (Canceled) 
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1 25. (Amended) The system of claim 25, wherein the gaming machines are slo^ 

2 machines, and the interface boards communicate slot events to the gaming machine 

1 management system. 

/ 26. (Amended) The system of claim 23, wherein the communic^on system is 

2 a two-way messaging system, whereby the message receivers can tran5mit and receive 
i messages. 


/ 27. The system of claim 23, wherein: 

2 the primary service attendant can accept or dp6line to service an event using 

i 4 the two-way message receiver, andVherein: 

in response to the primary service attendant declining to service an event, the 
decision making means sele^s a secondary service attendant for 

6 servicing the event, and tHe messaging system transmits a message to 

7 the secondary service mtendant to service the event. 


5 


1 28. The system of claim/23, wherein: 

2 the primary service attendant can accept or decline to service an event using 

3 the two-way message receiver, and wherein: 

4 in response to the primary service attendant accepting to service an event, the 

decisipn making means establishes the primary service attendant as 

6 being unavailable to service another event until the primary service 

7 provider completes service of the accepted event. 


/ 29. TThe system of claim 23, wherein the decision making means monitors the 

2 time taken to/service each event, and responsive to time taken to service an event 

i exceeding a threshold amount, the decision making means selects an employee to notify 

4 of the in^bmplete service, and instructs the messaging system to transmit a message to 

5 the selected employee. 
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1 30. The system of claim 23, wherein the rules of the decision making means 

2 for scheduling events include: / 

3 at least one rule for scheduling events according to an age of the event. X 

/ 31. The system of claim 23, wherein the rules of the decision mM:ing means 

2 for scheduling events include: X 

1 at least one rule for scheduling events according to a typ^e of event. 

/ 32. The system of claim 23, wherein the rules at the decision making means 

2 for scheduling events include: / 

3 c at least one rule for scheduling events^cording to a value of the customer at 

4 the service location that^g^^ated the event. 

/ 33. The system of claim 32, wherein the customer value is based on potential 

2 revenue generated by the customer. / 

/ 34. The system of cla'im 32, wherein the customer value is based on a 

2 theoretical win profile of the ajstomer. 

/ 35. The system of claim 32, wherein the customer value is based on a room 

2 rate of a room occi^ed by the customer. 

1 36. The system of claim 32, wherein the customer value is based on a room 

2 type of a roorn/occupied by the customer. 

/ 37/ The system of claim 32, wherein the customer value is based on a number 

2 of persons in a party associated with the customer. 
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/ 38. The system of claim 23, wherein the rules of the decision making means 

2 for scheduling events include: X 

3 at least one rule for scheduling events according to a location of the s^ice 

4 location. X 

1 39. The system of claim 23, v^herein the rules of the deci^on making means 

2 for scheduling events include: X 

3 at least one rule for scheduling events according^to a combination of an age of 

4 the event and a value of the custon^/^ 

y I * 40. The system of claim 23, whereir^the rules of the decision making means 

^ 2 for scheduling events include: / 

3 at least one rule for selecting a service attendant for servicing an event based 

4 on a location of the'service location which generated the event and an 

5 assigned locatipfi^ the service attendant. 

/ 41 . The system of claim 23, wherein the rules of the decision making means 

2 for scheduling events inolude: 

3 at least onp rule for messaging a supervisor of the primary service attendant if 

4 the primary service attendant has not completed servicing the event in 

5 / a certain amount of time. 

/ 42. / The system of claim 23, wherein the rules of the decision making means 

2 for scheduling events include: 

3 / ^^^^^ scheduling events according to an age of the event; 

4 / 2iX least one rule for scheduling events according to a type of event; 

5 / at least one rule for scheduling events according to a value of the customer at 

6 I the service location that generated the event; 
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7 at least one rule for scheduling events according to a location of the service 

8 location; and 

9 at least one rule for selecting a service attendant for servicing an event Mased 

10 on a location of the service location which generated the evejn and an 

11 assigned location of the service attendant. 

J 43. The system of claim 23, further comprising: X 

2 a customer database, communicatively coupled to t)3(e decision making means 

3 and containing customer records indicating for each customer a 

4 measure of the customer's value and^e customer's identification 

5 number, the decision making me^s receiving from a service location 

6 a customer identification number and querying the customer database 
^ 7 with the received customendentification number to obtain the 

(X ^ measure of the custonw's value, the decision making means 

9 scheduling the event4br service according to the obtained customer 

10 value. / 

J 44. The system of^claim 43, wherein each service location includes a customer 

2 identification card reader, for reading a customer identification number from a customer 

3 identification zdixCi, ^ 

1 45. (Amended) A system for servicing customers at gaming machines, the 

2 system comprising: 

3 means for transmitting from a gaming machine to a gaming machine 

4 / management system a message pertaining to a game event at the 

5 / gaming machine and for which a customer at the gaming machine 

6 / needs service by a service attendant; 

7 / means for receiving the transmitted message; 


10 
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8 means, coupled to obtain the transmitted message from the receiving means, 

9 for scheduling the game event, using a plurality of scheduling rules/ 

10 for servicing by a service attendant; 

11 means for selecting a first service attendant for servicing the schedmed event; 

12 and X 

13 means for transmitting a message to the first service attend^t identifying the 

14 gaming machine to be serviced for the game ev^t. 

J 46. (Amended) A method of servicing customed at service locations, the 

2 method comprising: / 

3 transmitting from a communication device at a service location a message 

4 pertaining to an event at the service location and for which a customer 

5 at the service location needs service by a service attendant; 

6 receiving the transmitted message and scheduling the event, using a plurality 

7 ofschedulingrule^/ior servicing by a service attendant; 

8 selecting a first servic^attendant for servicing the scheduled event; and 

9 transmitting a message to the first service attendant identifying the service 

10 location to/oe serviced for the event, 

11 wherein the ser/ice locations are gaming machines, and the conraiunication 

12 device is an interface board coupled to a gaming machine, the 

13 communication device for communicating game events to a gaming 

14 machine management system. 

/ 47. The method of claim 46, fiirther comprising: 

2 receiving from the first service attendant a message declining to service an 

3 / event; 

4 Selecting a second service attendant to service the event; and 

5 / transmitting a message to the second service attendant to service the event. 

09/782,616 1 1 
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48. The method of claim 46, wherein: 
receiving from the first service attendant a message accepting to service an 

event; and 

establishing the first service attendant as being unavailable to service a^iother 
event until the first service provider completes service of tjie accepted 
event. 

49. The method of claim 48, wherein the message from first service 
attendant is transmitted from a communication device fixed at the service location. 

50. (Amended) The method of claim 46, fiirtpr comprising: 
monitoring a time taken to service the evem; and 

responsive to the time taken to service/an event exceeding a threshold amount, 
transmitting a message to another employee to notify of the incomplete 
service. 


5 1 . The method of claim^46, fiuther comprising: 

monitoring an aggregate performance criteria for servicing the events; and 
responsive the agg^dgate performance criteria exceeding a threshold amount, 
transmitting a message to supervisor. 


52. The method of claim 46, fiirther comprising: 

responsive to not receiving, within a predetermined amount of time, an 

acceptance from the first service attendant of the message to service 
the event, transmitting a message to a second service attendant to 
service the event. 


o3. The method of claim 46, wherein the scheduling rules include: 
at least one rule for scheduling events according to an age of the event. 
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54. The method of claim 46, wherein the scheduhng rules include: 
at least one rule for scheduling events according to a type of event. 

55. The method of claim 46, wherein the scheduling rules include: X 

at least one rule for scheduling events according to a value of tb:e customer at 
the service location that generated the event. / 

56. The method of claim 55, wherein the custom^ value is based on potential 
revenue generated by the customer. X 

57. The method of claim 55, whe^n the customer value is based on a 
theoretical win profile of the customer. / 

58. The method of cl^irn 55, wherein the customer value is based on a room 
rate of a room occupied by the customer. 


59. The ni^ihod of claim 55, wherein the customer value is based on a room 
type of a room occq^ied by the customer. 

60. / The method of claim 55, wherein the customer value is based on a number 
of persons in a party associated with the customer. 

/ 61 . The method of claim 46, wherein the scheduling rules include: 
/ at least one rule for scheduling events according to a location of the service 

location. 
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62. The method of claim 46, wherein the scheduling rules include: 

at least one rule for scheduhng events according to a combination of an of 
the event and a value of the customer. 


63. The method of claim 46, wherein the scheduling rules include: 

at least one rule for selecting a service attendant for servicing an event based 
on a location of the service location which generated the event and an 
assigned location of the service attendant. 



64. (Amended) The method of claim 46, wherein the scheduling rules include: 
at least one rule for messaging a supervisor of the first service attendant if the 
first service attendant has not/<x)mpleted servicing the event in a 
certain amount of time. 


65. The method of claim 46/ wherein the scheduling rules include: 
at least one rule for scheduling events according to an age of the event; 
at least one rule for scheduling events according to a type of event; 
at least one rule foi/scheduling events according to a value of the customer at 

the service location that generated the event; 
at least one rule for scheduling events according to a location of the service 

location; and 

/ 

at least one rule for selecting a service attendant for servicing an event based 
on a location of the service location which generated the event and an 
assigned location of the service attendant. 


66. / (Amended) The method of claim 46, further comprising: 

receiving from the service location a customer identification number; 
querying a customer database with the received customer identification 
number to obtain a measure of the customer's value; and 

14 
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5 scheduling the event for service according to the obtained customer valj^e. 

7 67. The method of claim 66, wherein each service location inpfudes a 

2 customer identification card reader, for reading a customer identific^tfon number from a 

3 customer identification card. 

J 68. (Amended) A method of servicing customers at a service location, the 

2 method comprising: X 

3 receiving from the service locatioiy^ent messages pertaining to service 

4 location events; X 

5 scheduling selected events^im' servicing by service attendants using a plurality 

6 of scheduling mfes; 

7 selecting a service^anendant for servicing each scheduled event; and 

8 for each scheduled event, transmitting a message to the selected service 

9 attendant identifying the service location to be serviced, 

10 whereirme service locations are gaming machines, and the service location 

/ events include a jackpot at a gaming machine. 

1 The method of claim 68, wherein scheduling selected events fiirther 

2 compnses scheduling the selected events using scheduling rules pertaining to an amount 

3 of/fime an event has been pending, an evaluation of the customer's status, and a type of 

4 /the events. 


I 70. (Canceled^ 
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71 . (Amended) A system for providing service to customers at service 
locations, wherein each service location having a communication device adapted tq^ 
communicate one or more events pertaining to the status of a customer at the service 
location, the system comprising: 

a decisioning system for scheduling the events for serv^€^ by receiving the 
events from the communication devices^d using a plurality of rules 
to select a primary service attendan^r servicing each event, to 
produce a periodically update^^ent service schedule; 
a communication system for transmitting a message to the primary service 


attendant selected^fpr an event, by w^ay of a two-way communication 
network, to produce a message indicating to the primary service 


attendant the service location at which the event is to be serviced; and 
a plurality oLmessage receivers, each service attendant having one of the 

m^sage receivers, for receiving the message from the communication 
system, by way of the two-way communication network, to produce 
to the service attendant to message, 
Vherein the service locations are gaming machines, and the communication 
devices are interface boards coupled to the gaming machines, the 
communication devices for communicating game events to a gaming 
machine management system. 


72. (New) A system for providing service to customers at,s€fvice locations, 
each service location having a communication device adapted^ttJcommunicate one or 
more events pertaining to a service event for a custom^p^the service location, the 
system comprising: 

a decisioning system communicatfvely coupled to the communication devices 
to receive the event^and including a plurality of rules for scheduling 
the events fbr-^rvice, the decisioning system selecting a primary 
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service attendant for servicing each event, wherein the rules of the 
decisioning system for scheduUng events include at least one rule for 
scheduling events according to a value of the customer at the s^ice 
location that generated the event; / 

a communication system communicatively coupled to the decisioning system 
to transmit a message to the primary service attend^fnt selected for an 
event, the message indicating the service locatimi at which the event is 
to be serviced; and / 

a plurality of message receivers, used by the primary service attendant, to 
receive the message from the communication system. 


73. (New) The system of claim 72/wherein the customer value is based on 
potential revenue generated by the customer. 


74. (New) The system of claim 72, wherein the customer value is based on a 
theoretical win profile of the customer. 


75. (New) The^ystem of claim 72, wherein the customer value is based on a 
room rate of a room occupied by the customer. 

76. (New) The system of claim 72, wherein the customer value is based on a 
room type of a ix»om occupied by the customer. 


77./ (New) The system of claim 72, wherein the customer value is based on a 
number of persons in a party associated with the customer. 
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} 78. (New) A system for providing service to customers at service locations, 

2 each service location having a communication device adapted to commimicate one ^ 

3 more events pertaining to a service event for a customer at the service location, tjie 

4 system comprising: 

5 a decisioning system communicatively coupled to the communfcation devices 

6 to receive the events, and including a plurality of rules for scheduling 

7 the events for service, the decisioning system selecting a primary 

8 service attendant for servicing each event, A^^erein the rules of the 

9 decisioning system for scheduling events^clude at least one rule for 

10 scheduling events according to a location of the service location; 

11 a communication system communicatively coupled to the decisioning system 

12 to transmit a message to the ppmary service attendant selected for an 
^ IS event, the message indicati^ the service location at which the event is 

14 to be serviced; and 

15 a plurality of message receivers, used by the primary service attendant, to 

16 receive the m^sage from the communication system. 

/ 79. (New) A syste^ for providing service to customers at service locations, 

2 each service location havh^g a communication device adapted to communicate one or 

3 more events pertaining to a service event for a customer at the service location, the 

4 system comprising:^^^^^ 

5 a decisioning system communicatively coupled to the communication devices 

6 / io receive the events, and including a plurality of rules for scheduling 

the events for service, the decisioning system selecting a primary 
service attendant for servicing each event, wherein the rules of the 

9 / decisioning system for scheduling events include at least one rule for 

10 / scheduling events according to a combination of an age of the event 

11 I and a value of the customer; 
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12 a communication system communicatively coupled to the decisioning system 

13 to transmit a message to the primary service attendant selected for an 

14 event, the message indicating the service location at which the evenHs 

15 to be serviced; and / 

16 a plurality of message receivers, used by the primary service attend^, to 

17 receive the message from the communication system. / 

1 80. (New) A system for providing service to customers^at service locations, 

2 each service location having a communication device adapted^o communicate one or 

3 more events pertaining to a service event for a customer aj>^e service location, the 
^ 4 system comprising: / 

5 a decisioning system commimicativel>^eoupled to the communication devices 

6 to receive the events, and jr^cluding a plurality of rules for scheduling 

7 the events for service, the decisioning system selecting a primary 

8 service attendant for^servicing each event, wherein the rules of the 

^ decisioning syst^ for scheduling events include at least one rule for 

^0 selecting a sery/lce attendant for servicing an event based on a location 

11 of the service location which generated the event and an assigned 

12 locationof the service attendant; 

^3 a communication system communicatively coupled to the decisioning system 

^4 to^insmit a message to the primary service attendant selected for an 

eyent, the message indicating the service location at which the event is 

16 /to be serviced; and 

^ 7 a plurality of message receivers, used by the primary service attendant, to 

18 / receive the message from the communication system. 
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/ 81. (New) A system for providing service to customers at service locations, 

2 each service location having a communication device adapted to conmiunicate one ory 

5 more events pertaining to a service event for a customer at the service location, 

4 system comprising: 

5 a decisioning system communicatively coupled to the communicafion devices 

6 to receive the events, and including a plurality of rulesyfor scheduling 

7 the events for service, the decisioning system selectmg a primary 
5 service attendant for servicing each event, wherein the rules of the 

9 decisioning system for scheduling events incluae at least one rule for 

messaging a supervisor of the primary servic^e attendant if the primary 

11 service attendant has not completed servjcing the event in a certain 

12 amount of time; 
a communication system communicativeiyboupled to the decisioning system 

14 to transmit a message to the prin^ary service attendant selected for an 

event, the message indicating/the service location at which the event is 

16 to be serviced; and 

17 a plurality of message receivers^used by the primary service attendant, to 

receive the message from the communication system. 

1 82. (New) A system for providing service to customers at service locations, 

2 each service location having a e!ommunication device adapted to communicate one or 
i more events pertaining to a ^ervice event for a customer at the service location, the 

4 system comprising: 

5 a decisioning system communicatively coupled to the communication devices 

6 to Receive the events, and including a plurality of rules for scheduling 

events for service, the decisioning system selecting a primary 

service attendant for servicing each event, wherein the rules of the 
decisioning system for scheduling events include: 
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10 at least one rule for scheduling events according to an age of the 

// event, 

12 at least one rule for scheduling events according to a type^^of event, 

13 at least one rule for scheduling events according to a value of the 

14 customer at the service location that generated the event, 

15 at least one rule for scheduling events accordii^g to a location of 

16 the service location, and 

17 at least one rule for selecting a service attendant for servicing an 

18 event based on a location of the service location which 
^ 19 generated the event and ap4ssigned location of the service 

20 attendant; 

^ 21 a communication system communicatively coupled to the decisioning system 

^ 22 to transmit a message to th^primary service attendant selected for an 

23 event, the message indicating the service location at which the event is 

24 to be serviced; and / 

25 a plurality of message receivers, used by the primary service attendant, to 

26 receive the message jfrom the communication system. 

} 83. (New) A systpn for providing service to customers at service locations, 

2 each service location havu^g a communication device adapted to communicate one or 

3 more events pertaining to a service event for a customer at the service location, the 

4 system comprising: / 

5 a decisioning system communicatively coupled to the communication devices 

6 /to receive the events, and including a plurality of rules for scheduling 

7 / the events for service, the decisioning system selecting a primary 

8 / service attendant for servicing each event; 

9 A communication system communicatively coupled to the decisioning system 

10 / to transmit a message to the primary service attendant selected for an 

11 I event, the message indicating the service location at which the event is 

12 / to be serviced; 
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13 a plurality of message receivers, used by the primary service attendant, to 

14 receive the message from the communication system; and 

15 a customer database, communicatively coupled to the decisioning system and 

16 containing customer records indicating for each customer a measure of 

17 the customer's value and the customer's identification number, the 

18 decisioning system receiving from a service location a customer 

19 identification number and querying the customer database with the 

20 received customer identification number to obtain the measure of the 

21 customer's value, the decisioning system scheduling the event for 

22 service according to the obtained customer value. 


/ 84. (New) The system of claim 83, wherein each service location includes a 

2 customer identification card 

3 customer identification card. 


S 2 customer identification card reader, for reading a customer identification number from a 


1 85. (New) A system for providing service to customers at plural service 

2 locations, each service location having a communication means for communicating one 

3 or more events pertaining to a service event for a customer at the service location the 

4 system comprising: 

5 a computer implemented decision making means communicatively coupled to 

6 the plurality of communication means for receiving the events, the 

7 decision making means scheduling a primary service attendant for 

8 servicing each event using a plurality of rules, wherein the rules of the 

9 decision making means for scheduling events include at least one rule 

10 for scheduling events according to a value of the customer at the 

11 service location that generated the event; 

12 a messaging means communicatively coupled to the decision making means 

13 for transmitting a message to the primary service attendant selected for 

14 an event, the message indicating the service location at which the 

15 event is to be serviced; and 
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16 a plurality of message receiving means, used by the primary service attendant, 

/ 7 for receiving the message from the messaging means. y 

1 86. (New) The system of claim 85, wherein the customer value is based on 

2 potential revenue generated by the customer. X 

1 87. (New) The system of claim 85, wherein the customer value is based on a 

2 theoretical win profile of the customer. / 

/ 88. (New) The system of claim 85, wherein^he customer value is based on a 

>^ 2 room rate of a room occupied by the customer. / 

^ / 

1 89. (New) The system of claim/85, wherein the customer value is based on a 

2 room type of a room occupied by the customer. 

/ 90. (New) The system of claim 85, wherein the customer value is based on a 

2 number of persons in a party'associated with the customer. 

/ 91 . (New) A system for providing service to customers at plural service 

2 locations, each service location having a communication means for communicating one 

3 or more events pertaining to a service event for a customer at the service location the 

4 system comprising: 

5 .a computer implemented decision making means conamunicatively coupled to 

6 / the plurality of communication means for receiving the events, the 

7 / decision making means scheduling a primary service attendant for 

^ / servicing each event using a plurality of rules, wherein the rules of the 

9 / decision making means for scheduling events include at least one rule 

io I for scheduling events according to a location of the service location; 

/ a messaging means communicatively coupled to the decision making means 

i2 I for transmitting a message to the primary service attendant selected for 
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13 an event, the message indicating the service location at which the 

14 event is to be serviced; and 

15 a pluraHty of message receiving means, used by the primary service pendant, 

16 for receiving the message from the messaging means. 

1 92. (New) A system for providing service to customers atplural service 

2 locations, each service location having a communication means for communicating one 

3 or more events pertaining to a service event for a customer at t]/c service location the 

4 system comprising: 

5 a computer implemented decision making me^s communicatively coupled to 

6 the plurality of communication means for receiving the events, the 

7 decision making means scheduling a primary service attendant for 

8 servicing each event using aprfurality of rules, wherein the rules of the 
Q/ 9 decision making means foj/ 5cheduling events include at least one rule 

10 for scheduling events according to a combination of an age of the 

IJ event and a value of tne customer; 

12 a messaging means communicatively coupled to the decision making means 

13 for transmitting/a message to the primary service attendant selected for 

14 an event, the/message indicating the service location at which the 

15 event is to/be serviced; and 

16 a plurality of message receiving means, used by the primary service attendant, 
/ 7 for receiving the message from the messaging means. 


/ 93. (New) A system for providing service to customers at plural service 

2 locations, each service location having a communication means for communicating one 

3 or more event/pertaining to a service event for a customer at the service location the 

4 system comprising: 

5 /a computer implemented decision making means communicatively coupled to 

6 I the plurality of communication means for receiving the events, the 

decision making means scheduling a primary service attendant for 
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8 servicing each event using a plurality of rules, wherein the rules of the 

9 decision making means for scheduling events include at least one rule 
w for selecting a service attendant for servicing an event based on a 
// location of the service location which generated the event and an^ 

12 assigned location of the service attendant; 

13 a messaging means communicatively coupled to the decision making means 

14 for transmitting a message to the primary service atteridant selected for 

15 an event, the message indicating the service location at which the 

16 event is to be serviced; and 

17 a plurality of message receiving means, used by the primary service attendant, 

18 for receiving the message from the mp^aging means. 

's 

1 94. (New) A system for providing seryice to customers at plural service 

2 locations, each service location having a conijmmication means for communicating one 

3 or more events pertaining to a service eve^t for a customer at the service location the 

4 system comprising: 

5 . a computer implementecLdecision making means communicatively coupled to 

6 the plurality of/communication means for receiving the events, the 

7 decision making means scheduling a primary service attendant for 

8 servicing/each event using a plurality of rules, wherein the rules of the 

9 decisk)n making means for scheduling events include at least one rule 

10 for^messaging a supervisor of the primary service attendant if the 

11 primary service attendant has not completed servicing the event in a 

12 /certain amount of time; 

13 a messaging means communicatively coupled to the decision making means 

14 I for transmitting a message to the primary service attendant selected for 

15 I an event, the message indicating the service location at which the 

16 / event is to be serviced; and 

17 / ^ plurality of message receiving means, used by the primary service attendant, 

for receiving the message from the messaging means. 
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1 95. (New) A system for providing service to customers at plural serviced 

2 locations, each service location having a communication means for communicating one 

3 or more events pertaining to a service event for a customer at the service loration the 

4 system comprising: / 

5 , a computer implemented decision making means comrnunicatively coupled to 

6 the plurality of communication means for rejseiving the events, the 

7 decision making means scheduling a pmiiary service attendant for 

8 servicing each event using a pluralit/of rules, wherein the rules of the 

9 decision making means for schejiuling events include: 

10 at least one rule for schedming events according to an age of the 

u event, / 

12 at least one rule for scheduling events according to a type of event, 

13 at least one ruk for scheduling events according to a value of the 

14 custjemier at the service location that generated the event, 

15 at least one rule for scheduling events according to a location of 

16 / the service location, and 

^7 at least one rule for selecting a service attendant for servicing an 

IS / event based on a location of the service location which 

19 / generated the event and an assigned location of the service 

20 / attendant; 

21 a messaging means communicatively coupled to the decision making means 

22 / for transmitting a message to the primary service attendant selected for 

23 / an event, the message indicating the service location at which the 

24 I event is to be serviced; and 

2^ / ^ plurality of message receiving means, used by the primary service attendant, 

26 I for receiving the message from the messaging means. 

/ / 96. (New) A system for providing service to customers at plural service 
2 / locations, each service location having a communication means for communicating one 

/ 09/782,616 26 

/ 1 9538/05563/SF/5082388.2 


3 or more events pertaining to a service event for a customer at the service location 

4 system comprising: 

5 a computer implemented decision making means communicatnj^y coupled to 

6 the plurality of communication means for receiving^e events, the 

7 decision making means scheduling a primary sej?vice attendant for 

8 servicing each event using a plurality of rules; 

9 a messaging means communicatively coupled to^tne decision making means 
10 for transmitting a message to the primary service attendant selected for 
// an event, the message indicating the service location at which the 

12 event is to be serviced; / 

13 a plurality of message receiving me^s, used by the primary service attendant, 
\^ 14 for receiving the messag^om the messaging means; and 

15 2i customer database, commu^catively coupled to the decision making means 

16 and containing customer records indicating for each customer a 

/ 7 measure of the ^stomer ' s value and the customer' s identification 

18 number, the^ecision making means receiving from a service location 

19 a custom^ identification number and querying the customer database 

20 with tiafe received customer identification number to obtain the 

21 me^^sure of the customer's value, the decision making means 

22 scheduling the event for service according to the obtained customer 

23 / value. 

/ 91 J (New) The system of claim 96, wherein each service location includes a 

2 customer identification card reader, for reading a customer identification number from a 

3 customer identification card. 
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/ 98. (New) A method of servicing customers at service locations, the method 

2 comprising: / 

3 transmitting from a communication device at a service location a messag^ 

4 pertaining to an event at the service location and for which a customer 

5 at the service location needs service by a service attendant; 

6 receiving the transmitted message and scheduling the event, using a plurality 

7 of scheduling rules, for servicing by a service atterfdant; 

8 selecting a first service attendant for servicing the sch^uled event; and 

9 transmitting a message to the first service attendmit identifying the service 
w location to be serviced for the event / 

// monitoring an aggregate performance critma for servicing the events; and 

12 responsive the aggregate performanc^fiteria exceeding a threshold amount, 

13 transmitting a message to supervisor. 

/ 99. (New) A method of servicing customers at service locations, the method 

2 comprising: / 

3 transmitting from a communication device at a service location a message 

4 pertaining to an event at the service location and for which a customer 

5 at the s^wice location needs service by a service attendant; 

6 - receiving the/transmitted message and scheduling the event, using a plurality 

7 of scheduling rules, wherein the scheduling rules include at least one 

8 rule for scheduling events according to a value of the customer at the 

9 / service location that generated the event, for servicing by a service 

10 / attendant; 

11 selecting a first service attendant for servicing the scheduled event; and 

12 I transmitting a message to the first service attendant identifying the service 

13 / location to be serviced for the event. 
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/ 1 00. (New) The method of claim 99, wherein the customer value is based on 

2 potential revenue generated by the customer. / 

1 101. (New) The method of claim 99, wherein the customer value is h^ed on a 

2 theoretical win profile of the customer. / 

1 102. (New) The method of claim 99, wherein the customa:" value is based on a 

2 room rate of a room occupied by the customer. / 

/ 103. (New) The method of claim 99, wherein the customer value is based on a 

2 room type of a room occupied by the customer. / 

1 1 04. (New) The method of claim 99yWherein the customer value is based on a 

2 number of persons in a party associated witl/the customer. 

/ 105. (New) A method of servicing customers at service locations, the method 

2 comprising: / 

i transmitting fi-om a communication device at a service location a message 

4 pertainin^io an event at the service location and for which a customer 

5 at the^rvice location needs service by a service attendant; 

6 receiving the transmitted message and scheduling the event, using a plurality 

7 of/scheduling rules, for servicing by a service attendant, wherein the 

8 yscheduling rules include at least one rule for scheduling events 

9 / according to a location of the service location; 

10 selecting a first service attendant for servicing the scheduled event; and 

11 transmitting a message to the first service attendant identifying the service 

12 / location to be serviced for the event. 
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/ 106. (New) A method of servicing customers at service locations, the method^ 

2 comprising: X 

i transmitting from a communication device at a service location a^tiiessage 

4 pertaining to an event at the service location and for wfnch a customer 

5 at the service location needs service by a service attendant; 

6 receiving the transmitted message and scheduling thpxvent, using a plurality 

7 of scheduhng rules, for servicing by a sej?m:e attendant, v^herein the 
5 scheduling rules include at least one nfle for scheduling events 

9 according to a combination of an age of the event and a value of the 

10 customer; / 

11 selecting a first service attendant fdr servicing the scheduled event; and 

12 transmitting a message to the service attendant identifying the service 
B location to be serviced for the event. 

1 107. (Nev^) A method^f servicing customers at service locations, the method 

2 comprising: / 

J transmitting from a communication device at a service location a message 

4 pertaining to an event at the service location and for v^hich a customer 

5 the service location needs service by a service attendant; 

6 receiving the transmitted message and scheduling the event, using a plurality 

7 /of scheduling rules, for servicing by a service attendant, w^herein the 
s / scheduling rules include at least one rule for selecting a service 

9 / attendant for servicing an event based on a location of the service 
/ location v^hich generated the event and an assigned location of the 
/ service attendant; 

12 / selecting a first service attendant for servicing the scheduled event; and 

I transmitting a message to the first service attendant identifying the service 

14 / location to be serviced for the event. 
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/ 108. (New) A method of servicing customers at service locations, the method^ 

2 comprising: X 

3 transmitting from a communication device at a service location a m^sage 

4 pertaining to an event at the service location and for v/hich a customer 

5 at the service location needs service by a service att^dant; 

6 receiving the transmitted message and scheduling the e^^nt, using a pluraUty 

7 of scheduling rules, for servicing by a serviee attendant, wherein the 

8 scheduling rules include at least one rul^ibr messaging a supervisor of 

9 the primary service attendant if the pnmary service attendant has not 
10 completed servicing the event in/a certain amount of time; 

u selecting a first service attendant for^rvicing the scheduled event; and 

12 transmitting a message to the first^ervice attendant identifying the service 

/i location to be servicedfor the event. 

/ 109. (New) A method of^ervicing customers at service locations, the method 

2 comprising: / 

3 transmitting fron^^ communication device at a service location a message 

4 pertau^ng to an event at the service location and for which a customer 

5 at the service location needs service by a service attendant; 

6 receiving/the transmitted message and scheduling the event, using a plurality 

7 /of scheduling rules, for servicing by a service attendant, wherein the 

8 / scheduling rules include: 

9 /at least one rule for scheduling events according to an age of the 
w / event, 

^ ^ / at least one rule for scheduling events according to a type of event, 

^2 I at least one rule for scheduling events according to a value of the 

I customer at the service location that generated the event, 

/ at least one rule for scheduling events according to a location of 

/ the service location, and 
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J6 at least one rule for selecting a service attendant for servicing^ 

^7 event based on a location of the service location;^ich 

18 generated the event and an assigned locatioffof the service 

19 attendant; 

20 selecting a first service attendant for servicing the scheduled event; and 

21 transmitting a message to the first service attendant identifying the service 

22 location to be serviced for the event/ 

/ 110. (New) A method of servicing cusfomers at service locations, the method 

2 comprising: / 

3 transmitting from a commumcfation device at a service location a message 

^ pertaining to an e^m at the service location and for which a customer 

5 at the service ^cation needs service by a service attendant; 

6 receiving the transrpitted message and scheduling the event, using a plurality 

7 of scheduling rules, for servicing by a service attendant; 

8 selecting a fi^i service attendant for servicing the scheduled event; 

9 transmitting a message to the first service attendant identifying the service 
w ^ocation to be serviced for the event; 

11 receiving from the service location a customer identification number; 

12 qu^ying a customer database with the received customer identification 

13 / number to obtain the measure of the customer's value; and 

/ scheduling the event for service according to the obtained customer value. 

/ / 111. (New) The method of claim 1 1 0, wherein each service location includes a 

2 /customer identification card reader, for reading a customer identification number from a 

3 / customer identification card. 
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